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ABSTRAK 
 
 
Tujuan penyelidikan ini adalah untuk mengkaji keberkesananan Sistem 
Perkidmatan Pelanggan TM secara “Online” di Telekom Malaysia Bhd yang 
digunakan untuk memberi perkhimatan kepada semua pelanggan TM sebagai 
perkhidmatan sokongan atau perkhidmatan bantuan pelanggan. Tujuan 
penyelidikan ini adalah untuk menentukan keberkesanan Sistem Perkidmatan 
Pelanggan TM secara “Online” dan mencadangkan suatu penambahbaikan 
kepada system tersebut. Dalam penyelidikan ini juga , para pelanggan yang 
melanggan beberapa jenis perkhimatan menggunakan Sistem Perkidmatan 
Pelanggan secara “Online” telah diselidik dan keputusan menunjukan terdapat 
empat faktor penting mempengaruhi keberkesanan sistem tersebut. Faktornya 
ialah tindakbalas dan geraklaku pelanggan itu sendiri, sistem dan teknologi, 
interaksi interaktif dan perlakuan kakitangan TM dalam menyampaikan sistem 
Sistem Perkidmatan Pelanggan TM secara “Online”. Kesemua faktor tersebut 
telah dibincangkan secara terpeinci dan sejauh mana keberkesanan dan 
peranan Sistem Perkidmatan Pelanggan TM secara “Online”   
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ABSTRACT 
 
 
The purpose of this research is to study the effectiveness of TM Online 
Customer Care Services at Telekom Malaysia Bhd used for rendering services 
to all TM customers as an alternative support or a helpdesk service.  The aims 
are to identify the effectiveness the Online Customer Care Service and to 
provide recommendations for the future improvement of the system. In this 
study, TM customers in various types of services were surveyed and the 
results showed that there are four main factors that influence the effectiveness 
of the TM Online Customer Care Services. These factors are customers' 
behavior and attitude, technology and system, interactive applications and 
characteristics of TM Staff, and the paper discusses these factors in detail with 
an emphasis on the role of the TM Online Customer Care Services. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 IV
ACKNOWLEDGEMENT 
 
 
Praise to GOD Almighty and thankful for giving me the courage, ideas, 
patience, ability, and strength to complete this project. 
 
My utmost appreciation to my supervisor, Dr. Syazwan Abdullah for guiding 
the research presented in this thesis. His guidance and inventive ideas have 
been enormous help throughout the completion of this project. He has been a 
constant source of motivation and encouragement. I appreciate and thank him 
for his continuous support, for being always accessible and for providing 
invaluable feedback on my work. His encouragement helped shape the 
direction of my work. I do believe that without his kind guidance, the project 
might not complete as it is intended to be. 
 
I would also like to own the favor to thank my beloved parents and family. My 
parents, Mr. Karnail Singh and Madam Sant Kaur, my wife Baljit Kaur and 
my children who never stop giving me their never ending supports, love, 
prayers, and always been there for me.  
 
My warm thanks also goes to friends, colleagues, superiors, and everyone in 
Telekom Malaysia Bhd who involved directly or indirectly in this project.  
Your support, encouragement, collaboration and fruitful interactions help me 
the most to complete this research.  
 
 
 
 
 
 
 
 V
TABLE OF CONTENT 
 
 
PERMISSION TO USE       I 
ABSTRAK         II 
ABSTRACT         III 
ACKNOWLEDGEMENT       IV 
TABLE OF CONTENT       V 
LIST OF FIGURES        VII 
LIST OF TABLES       
 VIII 
LIST OF ABREVATIONS       IX 
 
 
1.0 CHAPTOR ONE       1 
1.1 INTRODUCTION      1 
1.2 WHAT IS CUSTOMER CARE SERVICE?   2 
1.3 PROBLEM STATEMENT     3 
1.4 RESEARCH OBJECTIVES     4 
1.5 SIGNIFICIANT OF STUDY     5 
1.6 SCOPE        6 
1.7 LIMITATION OF THE STUDY    8 
 
2.0 CHAPTER TWO       9 
2.1 LITERATURE REVIEW     9 
2.2 WHAT IS CUSTOMER CARE SERVICE?   14 
2.3 WHY NEED CUSTOMER CARE SERVICE?  15 
2.3.1 What you need to do?    17 
2.3.2 What to do?      22 
2.3.3 What you need to know?    23 
 
 VI
 
 
2.4 WEB-BASE CUSTOMER CARE SERVICES  24 
2.4.1 Accessibility      25 
 
3.0 CHAPTER THREE       26 
3.1 RESEARCH METHODOLOGY    26 
3.2  INTRODUCTION      27 
3.2.1 Questionnaire Objectives    27 
3.2.2 Research Factors.     28 
 
4.0 CHAPTER FOUR       31 
4.1 FINDINGS       31 
4.2 FACTOR 1: AN ASSESMENT OF EFFECTIVENESS 48 
4.3 FACTOR 2: AN ASSEMENT OF USABILITY  51 
4.4 FACTOR 3: AWARENESS     55 
4.5 FACTOR 4: SATISFACTION     57 
4.6 ANALISIS OF RESULTS     59 
 
5.0 CHAPTER FIVE       61 
5.1 CONCLUTION AND RECOMENDATIONS    61 
 
REFERENCES        63 
 
APPENDICES        70 
 
 
 
 
 
 
 
 VII
LIST OF FIGURES 
 
 
Figure 1:  Main page of TM Online Customer Care Services  33 
Figure 2:  About TM        34 
Figure 3: Personal.        35 
Figure 4: Business.        36 
Figure 5: TM Online Customer Care Services (Part1).   37 
Figure 6: TM Online Customer Care Services (Part2)   38 
Figure 7: Enquiries. TM Online Customer Care Services (Part1)  39 
Figure 8: Enquiries. TM Online Customer Care Services (Part2)  40 
Figure 9: Complain. TM Online Customer Care Services   41 
Figure 10: Feedback. TM Online Customer Care Services   42 
Figure 11: Service Center.       43 
Figure 12: TM Rewards       44 
Figure 13: Faulty telephone report      45 
Figure 14: TM Point.        46 
Figure 15: Directory.        47 
Figure 16: USEFULNESS       50 
Figure 17: EASE OF USE       52 
Figure 18: EASE OF LEARNING      54 
Figure19: AWARENESS       56 
Figure 20: SATISFACTION       58 
 
 
 
 
 
 
 
 
 VIII
LIST OF TABLES 
 
 
Table 1: USEFULNESS       49 
Table 2: USEFULNESS (%)       49 
Table 3: EASE OF USE       51 
Table 4: EASE OF USE (%)       51 
Table 5: EASE OF LEARNING      53 
Table 6: EASE OF LEARNING      53 
Table 7: AWARENESS       55 
Table 8: AWARENESS (%)       55 
Table 9: SATISFACTION       57 
Table 10: SATISFACTION (%)      57 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 IX
LIST OF ABBREVIATIONS 
 
 
TM TELEKOM MALAYSIA BHD 
BHD BERHAD 
UUM UNIVERSITI UTARA MALAYSIA 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 1 
 
1.0 CHAPTER ONE  
 
 
 
1.1 INTRODUCTION 
 
 
This chapter presents the main idea of the research, which is the process of 
examining the effectiveness of TM Online Customer Care Services. In 
addition, this chapter also discusses problem statement, objectives, scope, and 
the significance of the study.  TM Online Customer Care Services provide 
services like online enquiries, where TM customers can enquire about any 
kind of services, latest products, and information about how to subscribe these 
products.  TM Online Customer Care Services also provide space for 
customers to write a complaint about any dissatisfaction upon our products or 
incomplete job done. TM value customer’s opinion and TM provide space for 
customer to post theirs comments or recommendations to further improve our 
services.  
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